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Claim Rejections • 35 USC.§ 102 

1 . The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351 (a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

2. Claims 1 , 5, 11 and 1 5 are rejected under 35 U.S.C. 102(e) as being anticipated 
by McSherry (US 2002/0128891). 

As per claims 1, 5, 11 and 15, McSherry teaches determining a service provider 
ID code (paragraph 27: "transmit the personal ID code necessary to allow the client 
contact persons to access service providers (1 12)"); generating a list of service seekers 
having received advice regarding a field of service from a service provider 
corresponding to the determined service provider ID code (paragraph 12: "In 
accordance with still another embodiment, both the questions raised by the contact and 
the response given by the specialist are placed into predefined categories by the 
specialist at the time that the response is made. The call or e-mail message, the 
response and these categories are then stored in the database for later reference"); and 
displaying the listing of service seekers, via a customer display screen, to enable 
relationship management of the listed service seekers (paragraph 26: "Alternatively, a 
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registered contact person 100 may directly contact a specialist at service provider 112 
by means of a telephone 104 and telephone link 106 in order to obtain specific advice 
regarding a particular question. Illustratively, telephone link 106 might be a toll-free or 
WATS line. After the specialist has been contacted, he may receive additional 
information in order to identify the contact person and retrieve information from the 
knowledge management system 120. This additional information may include the 
contact's personal ID code, name, company, telephone number or e-mail address." 
Whereby the knowledge management system contains the listing of contacts or service 
seekers.). 



Claim Rejections - 35 USC § 103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

4. Claims 2-4, 6, 12-14, and 16 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over McSherry (US 2002/0128891) in view of Whyel (US 2001/0027481). 

As per claims 2 and 12, McSherry does not explicitly teach login specifics. Whyel 
teaches that it is known to receive a login request from a service provider, including a 
service provider ID code and a service provider password (See Figure 12A (1220)); 
verifying the service provider password as corresponding to the service provider ID 
code from the login (See Figure 12A (1225) and Figure 13A (1317)); presenting the 
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service provider witli a service provider system home page (See Figure 12A (1240)); 
and once the service provider selects a customer-management link, presenting the 
service provider with a customer management interface screen (See Figure 13A 
(1330)). Whyel is an analogous art as it also teaches managing workplace services. 
Therefore it would have been obvious to one of ordinary skill in the art at the time of the 
invention to combine the workplace management system of McSherry with the 
enhanced login features of Whyel to provide a more marketable and comprehensive 
product. 

As per claims 3 and 13, McSherry does not explicitly teach selecting a service 
provider and generating transaction records. Whyel teaches that it is known to select a 
service provider available from a service provider system (See Figure 1 (330) Service 
Provider Interface, where the customer can view and book appointments with the 
desired provider); detemiining one or more service seekers having received advice 
communication regarding a field of service from the selected service provider (See 
Figure 5 where there is a list of the customers that will visit a specified service 
provider.); generating a transaction record within a service seeker transaction database 
for each detemnined service seeker (paragraph 70: "Each record of End User 
Table 400 represents information pertaining to End Users (320) who have confirmed 
appointments/reservations with the system, and includes the following information 
elements: END USER ID 402; END USER EMAIL 404; END USER PASSWORD 
406; END USER FIRST NAME 408; END USER LAST NAME 410; END USER TIME 
ZONE 412; and END USER POSTAL CODE 414. In actual implementation, other 
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fields may be added to store more detailed information related to each end user or for 
database management system purposes"); and repeating the selecting, determining 
and generating for each service provider available from the service provider system 
(See Figure 5 "Service Provider Table" where each provider is tabulated with their 
corresponding inforniation). Whyel is an analogous art as it also teaches managing 
workplace services. Therefore it would have been obvious to one of ordinary skill in the 
art at the time of the invention to combine the workplace management system of 
McSherry with the service provider selection and transaction record enhancement 
features of Whyel to provide a more marketable and comprehensive product. 

As per claims 4 and 14, McSherry teaches detecting a service provider ID code 
of the service provider (408: ID code used to access contact and client records); and 
providing the determined service provider ID code to a service seeker list generation 
procedure (410: contact record used to access previous calls and other info, whereby 
the contact record is equivalent to an ID code as it performs the same function of 
providing identification in substantially the same manner with substantially the same 
results.) McSherry does not explicitly teach receiving a selection from a service 
provider for a customer management link. Whyel teaches that it is known to receive a 
selection from a service provider for a customer management link (paragraph 110: "In 
Step 1320, the end user locates a desired Service Provider 360 on the system 10 
using either a direct Internet address or by inputting appropriate keywords as part of a 
Search utilizing a Search Engine. In the case where a direct Internet address is used, 
a unique Internet address is assigned to each Service Provider 350 upon registration 
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with the Central Controller 300. This unique Internet address can be entered by an 
End User directly in the address window of an Internet browser. Alternatively, the 
Internet address can be linked directly from any web page on the Internet." Whereby 
the link is one directed to the service provider). Whyel is an analogous art as it also 
teaches managing workplace services. Therefore it would have been obvious to one of 
ordinary skill in the art at the time of the invention to combine the workplace 
management system of McSherry with link features of Whyel to provide a more 
marketable and comprehensive product. 

As per claims 6 and 16, McSherry does not explicitly teach sorting the list of 
service seekers. Whyel teaches that it is known to sort the list of service seekers 
according to a date of most recent contact with the corresponding service provider 
(See Figure 8 where the appointments are listed chronologically); providing the service 
provider with one or more links for selecting customer management processing 
commands, the customer management processing commands for processing one or 
more selected service seekers contained in the listing (paragraph 74: "Table 500 
preferably includes the following eight information elements: SERVICE PROVIDER ID 
502; SERVICE PROVIDER EMAIL 504; SERVICE PROVIDER PASSWORD 506; 
SERVICE PROVIDER TITLE 508; SERVICE PROVIDER TYPE 510; SERVICE 
PROVIDER ZIP CODE 512; SERVICE PROVIDER TIME ZONE 514; and SERVICE 
PROVIDER ACTIVATION SETTING 516. In actual implementation, other fields may be 
added to store more detailed information related to each Service Provider 350 or for 
database management system purposes, or other tables may be added to manage 
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Service Provider data. The addition of sucli information fields will be readily 
appreciated by those skilled in the art of database management system design and 
implementation." Whereby the commands would be inherent in a database 
management system, such as sorting or editing or deleting.); and when a sort request 
is received from the service provider, sorting the listing according to criteria provided by 
the service provider (See Figure 8 where the listing of appointments is sorted 
chronologically and whereby sorting in an inherent feature in a database management 
system). Whyel is an analogous art as it also teaches managing workplace services. 
Therefore it would have been obvious to one of ordinary skill in the art at the time of the 
invention to combine the workplace management system of McSherry with the sorting 
features of Whyel to provide a more marketable and comprehensive product. 
5. Claims 7-10 and 17-34 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over McSherry in view of Pugliese et al (US 2002/0072974). 

As per claims 7 and 17, McSherry does not explicitly teach receiving a service 
provider selection for one or more of the service seekers contained in the service 
seeker display screen. Pugliese teaches that it is known to receive a service provider 
selection for one or more of the service seekers contained in the service seeker display 
screen (See Figure 4 where the merchant (including service providers) can query the 
shopper mission and view their shopper profile (430)); receiving a service provider 
selection including a selected customer management processing command (paragraph 
171 , whereby there is a list of functions available to the service provider that are 
selected from and executed); and processing the selected service seekers according to 
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the selected customer management processing command (paragraph 173, whereby the 
provider can enter the browser for ShopLive to activate a video session with the 
customer). Pugliese is an analogous art as it also teaches about managing services and 
products. Therefore it would have been obvious to one of ordinary skill in the art at the 
time of the invention to combine the services management system of McSherry with the 
provider features of Pugliese to make a more comprehensive and marketable product. 

As per claims 8, 18 and 34, McSherry does not explicitly teach when a compose 
mail command is received, providing the service provider a mail screen for entering in 
desired information to be provided to each of the selected service seekers via 
electronic mail. Pugliese teaches that it is known that when a compose mail command 
is received, providing the service provider a mail screen for entering in desired 
information to be provided to each of the selected service seekers via electronic mail 
(paragraph 96: email messages and paragraph 162: "ShopLive system users have 
access to an Internet email application that processes sending and receipt of emails. 
The ShopLive application generates and sends emails to various system users. 
Typical emails include order confirmation, marketing notices, merchant traffic reports, 
referral fee notices, and/or shopper purchase confirmation."); when a service seeker 
block command is received, blocking each selected service seeker from receiving 
further advice from the service provider (Official notice is taken that an inherent feature 
of internet email systems is having the ability to block various addresses); and when a 
service seeker assignment command is received, assigning the selected service 
seekers to one or more list designated by the service provider (paragraph 228: "An 
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internal process 616, processes tfie message and forwards it to the correct recipient 
based on the embedded address data. Multiple instances of the notification 
processing software execute simultaneously. The recipients Include the shopper portal 
100, SLA gateway 102 and the merchant gateway 106. The shopper portal 100 
initiates a ShopLive video session 612 and connects the SLA gateway 102 and 
merchant gateway 106 to place the shopper and merchant in communication."). 
Pugliese is an analogous art as it also teaches about managing services and products. 
Therefore it would have been obvious to one of ordinary skill in the art at the time of the 
invention to combine the services management system of McSherry with the mail 
features of Pugliese to make a more comprehensive and marketable product. 

As per claims 9 and 19, McSherry does not explicitly teach repeat customers. 
Pugliese teaches that it is known to determine one or more of the service seekers from 
the service seeker list, which are designated as potential repeat customers according 
to pre-determined criteria (See Figure 2: "View Sales Report", "Customer Order 
Administration" and "Query Shopper Profile" which would allow the provider to know 
which customers are buying the products and inherently know if they are repeat 
customers); and listing an alert via the customer display screen for each of the 
determined service seekers (paragraph 385: "The module manages login notification 
2510 by alerting the shopper when they login 2506 and alerts shoppers immediately of 
sales or bargains through the PNQ via the process notification 2510 processing. 
Wireless notifications of sales items for shoppers may also be used.").Pugliese is an 
analogous art as it also teaches about managing services and products. Therefore it 
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would have been obvious to one of ordinary skill in the art at the time of the invention to 
combine the services management system of McSherry with the repeat customer 
features of Pugliese to make a more comprehensive and marketable product. 

As per claims 10 and 20, McSherry does not explicitly teach listing the service 
seekers according to a method of receiving advice communication. Pugliese teaches 
that it is known to list the service seekers according to a method of receiving advice 
communication, wherein the method of receiving advice communication Includes one 
of a telephone advice conversation, a recorded advice communication and an e-mail 
advice communication (paragraph 126: "The shopping history file contains shopping 
history data based on shopper's previous shopping sessions including purchases." 
Whereby the customers can be sorted according to their history file which would 
include method of contact with the provider.). Pugliese is an analogous art as it also 
teaches about managing services and products. Therefore it would have been obvious 
to one of ordinary skill in the art at the time of the invention to combine the services 
management system of McSherry with the advice communication method features of 
Pugliese to make a more comprehensive and marketable product. 

As per claims 21 and 26, McSherry does not explicitly teach a customer 
management interface. Pugliese teaches that it is know to access, by a service 
provider, a customer management interface of a service provider system (see Figure 
2); receiving a customer management screen listing one or more service seekers 
having received advice communication regarding a field of service from the service 
provider (see Figure 2: "Query Shopper profile" and "Marketing & Traffic Reports" 
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which would list seekers (or customers) that have contacted the provider; and viewing 
a listing of service seekers processed according to one or more customer management 
processing command, provided via the customer management screen and selected by 
the service provider (See Figure 2: the Traffic reports and paragraph 139: "Activity 
history contains statistical information on shopper visits and activity by video station, 
merchant and shopping malls. It is used during the production of traffic and activity 
reports for ShopLive, mall administrators and individual merchants."). Pugliese is an 
analogous art as it also teaches about managing services and products. Therefore it 
would have been obvious to one of ordinary skill in the art at the time of the invention to 
combine the services management system of McSherry with the customer 
management interface features of Pugliese to make a more comprehensive and 
marketable product. 

As per claims 22 and 27, McSherry does not explicitly teach generating lists of 
service seekers. Pugliese teaches that it is known to select one or more service 
seekers listed in the service seeker display screen; selecting a service seeker list 
assignment command; generating one or more service seeker lists; and assigning 
each selected service seeker to the one or more generated service seeker lists 
(paragraph 377: "Auction scheduling function 2402 allows merchants to schedule live 
video auctions and static auctions within the ShopLive application. Merchants update 
the auction schedule, detailing the auction parameters including dates and products to 
be included in the auction. Merchants can update the list of participants to be included 
during automatic notification processing." Which allows the merchant to modify the list 
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of those seekers participating in the auction. ) Pugiiese is an analogous art as it also 
teaches about managing services and products. Therefore It would have been obvious 
to one of ordinary skill in the art at the time of the invention to combine the services 
management system of McSherry with the service seeker list features of Pugllese to 
make a more comprehensive and marketable product. 

As per claims 23 and 28, McSherry does not explicitly teach receiving a service 
seeker alert for one or more service seekers determined by the system as potential 
repeat customers according to predetermined criteria. Pugllese teaches that it is known 
to receive a service seeker alert for one or more service seekers determined by the 
system as potential repeat customers according to a predetermined criteria (See 
Figure 2: "View Sales Report", "Customer Order Administration" and "Query Shopper 
Profile" which would allow the provider to know which customers are buying the 
products and inherently know If they are repeat customers. This is equivalent to an 
alert as it performs an identical function in substantially the same manner with 
substantially the same results. Both are a means to notify the provider of repeat 
customers.); and contacting the designated service seekers in order to provide 
incentives for repeat engagement in advice communication with the service provider 
(Rewards server (2300) and paragraph 41 : "Still another object of the invention is to 
create a convenient means of accumulating merchant and product rebate, rewards, 
incentives and like promotional awards from one or more shopping sessions."). 
Pugllese is an analogous art as it also teaches about managing services and products. 
Therefore It would have been obvious to one of ordinary skill In the art at the time of the 
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invention to combine the services management system of McSherry with the alert 
features of Pugliese to make a more comprehensive and marketable product. 

As per claims 24 and 29. McSherry teaches selecting one or more service 
seekers listed in the service seeker display screen; selecting an electronic mail 
command to generate an e-mail to each of the selected service providers, including 
compensation incentives for repeat advice communication between the service provider 
and one or more service seekers; when desired by a service seeker, engaging in an 
advice communication between the service seeker and the service provider (paragraph 
26: "Alternatively, a registered contact person 100 may directly contact a specialist at 
service provider 112 by means of a telephone 104 and telephone link 106 in order to 
obtain specific advice regarding a particular question. Illustratively, telephone link 106 
might be a toll-free or WATS line. After the specialist has been contacted, he may 
receive additional information in order to identify the contact person and retrieve 
information from the knowledge management system 120. This additional information 
may include the contact's personal ID code, name, company, telephone number or e- 
mail address." Whereby the knowledge management system contains the listing of 
contacts or service seekers). McSherry does not explicitly teach compensation 
incentives. Pugliese teaches that it is known to follow completion of the advice 
communication, receiving, by the service seeker, the compensation incentives 
(Rewards server (2300) and paragraph 41: "Still another object of the invention is to 
create a convenient means of accumulating merchant and product rebate, rewards, 
incentives and like promotional awards from one or more shopping sessions"). Pugliese 
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is an analogous art as it also teaches about managing services and products. Therefore 
it would have been obvious to one of ordinary skill in the art at the time of the invention 
to combine the services management system of McSherry with the incentives features 
of Pugliese to make a more comprehensive and marketable product. 

As per claims 25 and 30, McSherry does not explicitly teach blocking a service 
seeker. Pugliese teaches that it is known to select one or more service seekers listed in 
the service seeker display stream; selecting a service seeker block command; and 
blocking, by the service provider system, the selected service seekers from receiving 
and engaging in advice communication with the service provider (Official notice is taken 
that an inherent feature of internet email systems is having the ability to block various 
addresses). Pugliese is an analogous art as it also teaches about managing services 
and products. Therefore it would have been obvious to one of ordinary skill in the art at 
the time of the invention to combine the services management system of McSherry with 
the service seeker blocking features of Pugliese to make a more comprehensive and 
marketable product. 

As per claim 31 , McSherry does not explicitly teach linking the customer 
management interface with the service seeker database. Pugliese teaches that it is 
known to have a processor having circuitry to execute instructions; a customer 
management interface coupled to the processor, the customer management interface 
to receive access request from one or more service providers of the system, and to 
display one or more customer management screens in response to one or more 
service providers (see Figure 2 where there is a customer interface and provider 
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interface and a means to search the information the system contains); a service seeker 
transaction database including a transaction record for each service seeker having 
received advice regarding a field of service from a service provider of the system (See 
Figure 2 where the system contains a database that contains records of all shopper's 
profiles etc.); and a storage device coupled to the processor, having sequences of 
instructions stored therein, which when executed by the processor cause the processor 
to: detemiine a service provider ID code, generate a list of service seekers having 
received advice regarding a field of service from a service provider corresponding to 
the determined service provider ID code, and display the listing of service seekers, via 
a customer management screen, to enable relationship management of the listed 
service seekers (paragraph 163: "In the Creations environment, shoppers will use 
portable devices that will hold identification, shopping cart, and other information 
pertinent to the shopping experience. These devices could be tokens, smart cards, 
biometrics readers. Portable Digital Assistants (PDA), and identification cards such as 
the AirCard.TM. User information and application logic will be shared between these 
devices (clients) and servers in the ShopLive and Creations environments." Whereby 
the system contains ID codes (in various forms as mentioned) and will generate a list 
of all the shoppers participating in the auction.). Pugliese is an analogous art as it also 
teaches about managing services and products. Therefore it would have been obvious 
to one of ordinary skill in the art at the time of the invention to combine the services 
management system of McSherry with the integration features of Pugliese to make a 
more comprehensive and marketable product. 
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As per claim 32, McSherry does not explicitly teach a service provider database. 
Pugllese teaches that it is known to have a service provider database including each 
service provider available from the system (paragraph 13: "This database accumulates 
merchant and payment type sales data to create a more complete shopper purchasing 
profile. It also accumulates data on how the shopper accesses merchants by the 
method of portal used to enter the ShopLive system. The database allows merchants 
to offer shoppers items at locations nearest them and tailor sales and promotions to fit 
the buying pattern of their Shopper group."); a system interface to provide a service 
seeker with a list of available fields of service, accept a field of service desired by the 
service seeker, provide the service seeker with a list of one or more service providers 
stored in the service provider database which match a field of service desired by the 
user, and receive a selection from the user for a selected service provider (See Figure 
2 where the merchants catalog and inventory is posted and Figure 6 where the 
shopper is able to query this information and find providers that match what they 
need.); and a communication interface, coupled to the processor, to connect the 
service seeker with the selected service provider to receive advice communication 
regarding the selected field of service from the service provider (See Figures 6 and 8 
which allow the seeker to search the providers and their product offerings.). Pugliese is 
an analogous art as it also teaches about managing services and products. Therefore it 
would have been obvious to one of ordinary skill in the art at the time of the invention to 
combine the services management system of McSherry with the service seeker list 
features of Pugliese to make a more comprehensive and marketable product. 
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As per claim 33. McSherry does not explicitly teach generating records for the 
service provider database. Pugliese teach that it Is known to have a provider interface 
for receiving a request from a service provider of a field of service for inclusion in the 
service provider database, and generate a record in the service provider database, the 
record including provider information contained in the request (See Figure 2 where the 
database contains records of all the indicated infonnation: marketing and traffic reports, 
merchant catalogs, inventory, sales reports, shopper profiles etc). Pugliese is an 
analogous art as it also teaches about managing services and products. Therefore it 
would have been obvious to one of ordinary skill in the art at the time of the invention to 
combine the services management system of McSherry with the service provider 
database features of Pugliese to make a more comprehensive and marketable product. 



Conclusion 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. The following art also teaches customer relationship 
management: Bezos et al (US 6,029,141), Pugliese et al (US 2001/0044751), Bateman 
et al (US 5,884,032), Dolan et al (US 6,477,246), Doganata et al (US 6,798,753), 
Robertson (US 6,609,106), Berkowitz et al (US 5,903,877), Banerjee et al 
(US2003/0061094), Schwartz et al (US 2003/0005126), and Hood et al (US 
2002/0169836). 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Linda Krisciunas whose telephone number is 571-272- 
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6931. The examiner can normally be reached on Monday through Friday, 6:30 am to 
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